ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS ST., SUITE 4600, PHOENIX, ARIZONA 85007 
PHONE (602) 364-1PET (1738) FAX (602) 364-1039 
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COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


FOR OFFICE USE ONLY 


: Date Received: MANY ll, 204 Case Number: 


A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 
Name of Veterinarian/CvT. Dr. Sarah Rios 
Premise Name: Banfield Pet Hospital 


Premise Address: 3850 West River Road 


City; Tucson State: AZ Zipp Code; 85741 
Telephone; (520) 297-9700 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT?: 
Name: Patricia Neff 


Pe commcreaeersnecee ero 
City: —— State-<—= Zip Code: ———* 


Home Telephone: Cell Telephone: ———_? 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 


Name: Rosco 


Breed/Species: Goldendoodle 


Age: © Sex: M Color; Beige 


PATIENT INFORMATION (2): 
Name: 

Breed/Species: 

Age: Sex: Color: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


Dr. Lystra Monique Lloyd 
Dr. Matthew Sammons 


E. WITNESS INFORMATION: 
Please provide the name, adaress and phone number of each witness that has 


direct knowledge regarding this case. 
There were 3 receptionists and 1 technicians working that day who were witnesses, 


but | do not know there names. 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case. 
Signature: 


Date: 


My husband and | have been clients of the Banfield Pet hospital for over 9+ years now and have had all 
of our dogs on their Optimum Wellness Plan. Our dog Rosco has been currently suffering with chronic 
ear infections for over 6 months. He has been given different medications to treat this, by the vets at 
Banfield animal hospital on River road in Tucson. Our vet is Dr. Lloyd, but because getting any 
appointments 


at this location is always difficult, he has been seen by Dr. Sammons also. We have always had a good 
experience and have full faith & trust in both Dr. Lloyd & Dr. Sammons care & recommendations. 
Unfortunately, neither of these vets were available last week when | called to request an appointment 
for Rosco, for yet another ear infection. | had to wait a week to even get Rosco seen by agreeing to a 
"drop off" appointment, instead of seeing a vet in person before having Rosco examined. Rosco was 
recently so diagnosed by Dr. Lloyd with "hip dysplasia" as well as suffering from food allergies, IBS and 
anxiety (which Dr. Lloyd has treated him for all). | explained all these ailments to the receptionist on the 
phone when | was trying to get him seen sooner than a week out, and requested we don't do a “drop 
off" appointment, because he is currently on Rimady! for pain/inflammation from the hip dysplasia. 
Between this, his IBS and anxiety, | explained that he would be super uncomfortable waiting in crate for 
hours till he could be treated for this current ear infection. The receptionist explained we could wait for 
an appointment with a vet, but it would be 2 weeks out. | explained that is not acceptable because 
again, he has an ear infection and in two weeks it would be so much worse, not a responsible thing to 
even suggest | felt. Because we are on their Optimum Wellness Plan and were given no other options, 
so | agreed to the "drop off" appointment, with a vet we have never seen or heard of at this animal 
hospital before. But because we have had good experiences with the 2 other vets, we felt comfortable. 
When | arrived yesterday (5/9/21) to drop Rosco off, | explained to the receptionist and technician that 
took him back, my concern for him waiting long in the crate, because of all his other ailments. | have 
never seen or spoken to this receptionist or the vet technician before and neither of them offered any 
compassion, empathy or ideas of how to make this appointment for Rosco go more smoothly. In fact, 
they actually looked and treated me like | was being a difficult client and | was instantly shocked and 
concerned. This had never been my experience before at this Banfield or any Banfield location. 3 hours 
later | got a call from Dr. Rios, confirming Rosco did indeed have another ear infection in his right ear. 
She recommended cutting all his hair off of both ears, to give more access to air inside his ear canals. | 
realized immediately this was an extreme recommendation, but "assumed" (my mistake) that if this vet 


was recommending something this outside the box, that she would have experience doing this. | agreed 
to this, and left to go pick Rosco up immediately. When | got to Banfield, the receptionists took 
payment, the techinician came out and handed Rosco to us, and the appointment was over. Not once 
did ANYONE tell us, that he was bleeding from both of his ears, nor did Dr. Rios even come out to meet, 
greet or go over her treament with Rosco. | immediately saw Rosco in what I can call an agitated state, 
running in circles, shaking his head over and over, and | could not calm him down. 


| brought Rosco over to a bench near the check in stand, sat down with him and tried to calm him before 
leaving the clinic. It was at that time | saw blood dripping from one of his ears, then saw blood trickling 
from his other ear. Also, on the outside of his ears where hair used to be, were literally "BUTCHERED", 
there was hair hanging off the sides, and they were cut WAY TOO CLOSE to his skin, and his skin was and 


still is today super red. | was trying to keep my composure at this point, and requested we see the vet 
ASAP. Dr. Rios came out and | showed her exactly what | mention above, her response was "oh yeah | 
might have nicked him a few times whilte | shaved his hair off" and that was it. NO APOLOGY, no 
empathy, nothiing, she was very matter of fact about it!!!! | asked her what are we supposed to do 
now, in addition to all his other ailments, ear infection and now damaged ears, her response was "why 
don't you put some neosporin on it when you get home" | literally lost it, turned around and left so to 
not to embarrass myself by lashing out in public a this ridiculous incompetant vet. 


| have never in all my 45+ years of owning animals had such a horrifically disgusting situation before, and 
am in shock of the heartlessness of this vet. This is malpractice in every form, and | want to make sure 
this doesn't happen to any other animal that might be around this woman again. | will never go back to 
this animal hospital again, and have a new vet that | will be taking Rosco to immediately. 


June 3, 2021 


Tracy Riendeau, CVT 

Investigative Division 

Arizona State Veterinary Medical Examining Board 
1740 W. Adams St. STE 4600 

Phoenix, Arizona 85007 


Re: 21-139 : Sarah Rios, DVM 


Dear Ms. Riendeau, 
Below is an account of the events that occurred on May 9th 2021 in regard to Rosco Neff. 


Rosco Neff is a 5.5 year old male neutered golden doodle. 


On May 9th Rosco Neff was dropped off and checked in at Banfield (1908) at approximately 
8:26 am. | arrived for my surgery shift at 9:00 am. | was made aware that Rosco had arrived and 
informed of his owner's concern regarding an ear infection and their concern for his “hip 
dysplasia” and anxiety. Upon his arrival and prior to my arrival at work, samples of both ears 
were collected and analyzed by a technician. Rosco was found to have a mild ear infection in 
his right ear (0-2 yeast per hpf). Upon examination of Roscos ears, his right ear was found to 
have moderate erythema and brown debris. | attempted to perform an otoscopic exam of the 
right ear and was unable to do so due to the patient's comfort and cooperation. 

Rosco was noted to have long hair on both ears and a moderate amount of hair present at the 
entrance to his vertical canal. Due to the chronicity and recurrence (pet had last ear infection 
diagnosed on 1/6/2021 and 3/20/2020) of his ear infections | made the recommendation to 
shave both ears and pluck some of the hair at the entrance of the vertical canal so that the ears 
could be more easily cleaned and maintained. 

| called the owner at approximately 10:58 am. Introduced myself and reviewed Ms. Neffs 
concerns. | informed her that Rosco indeed had an ear infection as she had suspected in the 
right ear per the cytology results. | gave her the option of treating the ear infection with the 
conventional combination of ear flush and medicated ointment or Ocernia. The owner 
expressed firmly that she wanted the ocernia treatment because she did not want to clean and 
medicate Roscos ears on a daily basis. At this time | also recommended shaving both ears and 
removing some of the hair inside the entrance to the ear canal so that the ears could be more 
easily cleaned and maintained. | explained that the hair on both ears would be fully shaved 
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and asked if she was comfortable with this procedure. She replied that she was. | also informed 
Ms. Neff that Rosco would need a second application of ocernia in 7 days and that there would 
be an additional charge for that medication at the time of the appointment. Rosco had had 
ocernia in the past and the owner seemed to be familiar with the routine. | gave her the cost of 
the estimate for all services | was recommending: Ocernia application, ear cleaning, ear 
plucking and ear shaving. Ms. Neff verbally approved the estimate over the phone and we set 
up a pick up time of 11:45 am. 

Both of the pinna (ears) were shaved with a 40 blade to remove hair. Some hair from the 
entrance to the vertical canal was plucked with a hemostat. Both ears were cleaned with an Epi- 
calm cleanser. An otoscopic exam was performed in the left ear and the tympanum was 
visualized. An otoscopic exam of the right ear was unsuccessful due to patients discomfort in 
the right ear. One tube of ocernia was placed per manufacturer instructions in the canal of the 
right ear. ; 

All treatments on the treatment plan were conducted and Rosco was placed back in his kennel. 
Prior to discharge Rosco was noted to have a mild amount of blood on both tips of the ears. 
Both ear tips were cleaned with dilute chlorohex and then technician took Rosco up to his 
owners. 

At the time of pick up | was in the middle of setting up for the next surgical patient. The 
technician/receptionist who checked Rosco out and informed me that the owners want to speak 
with the doctor. 


Both Ms. Neff and her husband were seated with Rosco at the bench. | greeted them and asked 
what questions they had regarding Rosco. Ms. Neff said that she was frustrated that Rosco's 
condition was worse than when he had arrived. She was upset that the pet was shaking his 
head and that the ear tips of both ears were bleeding and that he had been sitting in a kennel 
for 4 hours. ! explained that the ear tips were likely bleeding for two reasons. The first being 
that Rosco was shaking his head from the ear cleaning and medication that was just placed in 
his ears, and second that | could have nicked the tip of the ear during shaving. Those two things 
in combination can cause some irritation and mild bleeding of the ear tips. | offered to place 
some gentacalm spray on the ears to help soothe them. | advised that the best thing that she 
could do would be to not allow him to shake his head to continue the trauma to the ear tips. | 
also mentioned that they could place neosporin on the ears when they got home. The owner 
waved her hands in the air and sternly replied that she was “done” and left with Rosco and her 
husband. 

Please feel free to contact me with any further questions you may have at 
sarah.rios@banfield.com 
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Sincerely , 


Dr. Sarah L. Rios, DVM 


Enclosures: 

Statement from Haleigh Crever 

Statement from Kimberly Mash 

Photos of Rosco Neffs ears provided by Patricia Neff 
Banfield Medical Records 
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Victoria Whitmore 
- Executive Director - 


Douglas A. Ducey 


- Governor - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. Adams Street, Ste. 4600, Phoenix, Arizona 85007 
Phone (602) 364-1-PET (1738) 8 FAX (602) 364-1039 


vetboard.az.gov 
INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: PM Investigative Committee: Adam Almaraz - Chair 
Amrit Rai, DVM 
Steven Dow, DVM - Telephonic 
Gregg Maura - Absent 


STAFF PRESENT: Tracy A. Riendeau, CVT - Investigations 
Marc Harris — Assistant Attorney General 


RE: Case: 21-139 
Complainant(s): Patricia Neff 
Respondent(s): Sarah Rios, DVM (License: 6478) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 5/11/21 Laws as Amended August 2018 
Committee Discussion: 11/2/21 (Lime Green); Rules as Revised 
Board IIR: 12/8/21 September 2013 (Yellow) 


On May 9, 2021, “Rosco,” a 5-year-old male Goldendoodle was presented to Respondent 
for a suspected ear infection. Respondent examined the dog; she confirmed the dog's ear 


infection and offered treatment remedies to Complainant. 


After discussion, Complainant approved Osurnia ear treatment along with cleaning, 
shaving and hair plucking of the dog's ears. When Complainant arrived to pick up the dog, 


she stated the ears were red and bleeding and the dog continuously shook his head. 


Respondent explained that the dog's ear tips were likely bleeding due to the head 
shaking from the recent cleaning and treatment and she may have nicked the ear tips 
when shaving. She offered to apply treatment to the dog's ears and recommended home 


treatment as well. 


Complainant was noticed and did not appear. 
Respondent was noticed and appeared telephonically. Attorney T. Scott King appeared. 


21-139, Sarah Rios, DVM 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Patricia Neff 

e Respondent{s) narrative/medical record: Sarah Rios, DVM 

e Consulting Veterinarian (s) narrative/medical records: Banfield Staff 


PROPOSED ‘FINDINGS of FACT’: 


1. On May 9, 2021, the dog was dropped off with Respondent due to concerns of an ear 
infection. Complainant was resistant to drop the dog off as she did not want the dog to be 
kenneled for a prolonged period of time. However, due to an appointment time not being 
available, Complainant agreed to drop the dog off with a request to be able to pick the 
dog up as soon as possible. 


2. The dog was dropped off to be examined by Respondent before Respondent arrived. 
Technical staff obtained swabs from each ear and analyzed them; a mild ear infection was 
identified in the right ear: 0 - 2 yeast per hpf. When Respondent arrived she examined the 
dog and found a weight = 73.8 pounds, a temperature = 100.6 degrees, a heart rate = 
110bpm, and a respiration rate = 5O0rpm; she noted that the right ear had moderate 
erythema and brown debris. Respondent attempted an otoscopic exam of the right ear and 
was unable to due to the dog's discomfort and cooperation. 


3. Respondent called Complainant with her findings. She explained that the dog had an ear 
infection and gave the option of treating the ear infection with ear flush and medicated 
ointment, or Osurnia. Complainant wanted to treat the ear infection with Osurnia as she did 
not want to clean and medicate the dog's ears on a daily basis. Due to the recurrence of 
ear infections, Respondent recommended shaving both of the dog’s ears and plucking 
some hair from the entrance of the vertical canal so that the ears could be more easily 
cleaned and maintained. Complainant approved. An estimate for services was provided, 
which Complainant verbally authorized. 


4. Both of the dog's ears were shaved with a 40 blade to remove the hair. Some of the hair 
from the vertical canal was plucked with a hemostat. The ears were cleaned with an ear 
cleanser and an otoscopic exam was performed in the left ear and the tympanum was 
visualized. The right ear could not be thoroughly evaluated due to the dog's discomfort. One 
tube of Osurnia was placed in the dog's right ear and the dog was placed in a kennel. It 
was noted the dog had a mild amount of blood on both tips of the ears. 


5. When Complainant arrived to pick up the dog, technical staff cleaned the dog's ear tips 
and brought the dog to Complainant. Complainant stated the dog was agitated, running in 
circles and repeated shaking his head. She was trying to calm the dog and noticed the ear 
tips were bleeding. Complainant further stated that the dog’s fur was cut too close to the 
skin. 
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21-139, Sarah Rios, DVM 


6. Complainant requested to speak with Respondent. Respondent advised Complainant 
that she may have nicked the dog’s ears when shaving the fur and recommended putting 
Neosporin on the wounds when she got home. 


7. According to Respondent, Complainant expressed frustration that the dog was worse 
than when he had arrived. The dog was shaking his head, the ear tips were bleeding and 
the dog had been sitting in a kennel for four hours. Respondent explained that the dog's 
ears were likely bleeding due to the dog shaking his head from the ear cleaning and 
medication that was just placed in his ears and that she could have nicked the tip of the ear 
during shaving. She offered to place some gentacalm spray on the ears to help soothe 
them. Respondent stated Complainant should try to keep the dog from shaking his head 
and she could put Neosporin on the ears when they got home. 


8. Complainant was upset and left. 
COMMITTEE DISCUSSION: 
The Committee discussed that ears can be sensitive. The Committee understood the 
pressure that was placed on the veterinarian due to COVID, the pet owner, and the 
premises requirements. The Committee commented that there was an error on Respondent’s 
part cosmetically, but also felt Complainant was indignant. 
COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 

Motion: It was moved and seconded the Board: 

Dismiss this issue with no violation. 

Vote: The motion was approved with a vote of 4 to 0. 
The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 
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21-139, Sarah Rios, DVM 


TRS 


Tracy A. Riendeau, CVT 
Investigative Division 
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